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ABSTRAK

Kepuasan pasien adalah perasan senang atau kecewa seseorang yang
muncul setelah membandingkan kinerja (hasil) produk yang di dipikirkan
terhadap kinerja (hasil) yang diharapkan.Jika kinerja dibawah harapan,
pelanggan tidak puas. Jika kinerja melebihi harapan, pelanggan amat puas dan
senang. Kepuasan pasien merupakan salah satu indikator keberhasilan
pemberian pelayanan kesehatan kepada masyarakat. Kepuasan pelayanan jasa
kesehatan tercapai jika apa yang didapatkan pasien melebihi harapannya.

Penelitian ini bertujuan untuk mengetahui Tingkat Kepuasan Pasien
Rawat Jalan Terhadap Pelayanan Kefarmasian Di Apotek Puskesmas Bandar
Baru.

Metode vyang dilakukan adalah dengan menggunakan metode
pengumpulan data dilakukan melalui penyebaran kuisioner dalam bentuk
pernyataan skala Likert.

Hasil penelitian tingkat kepuasan pelayanan kefarmasian pada pasien
rawat jalan di Apotek Puskesmas Bandar Baru Kecamatan Sibolangit secara
keseluruhan sebesar 82,4% memiliki kategori puas, Tingkat kepuasan pada
dimensi daya tangkap sebesar 87,43%, Tingkat Kepuasan pada dimensi
kehandalan sebesar 85,6%,Tingkat Kepuasan pada dimensi jaminan sebesar
83,31%, Tingkat Kepuasan pada dimensi Kepedulian sebesar 84,57%, dan pada
dimensi bukti fisik sebesar 82,4%.

Kata Kunci : Kepuasan Pasien,Kehandalan,Jaminan,Daya Tangkap ,Bukti Fisik.
Bacaan : 15 (2009-2019)
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ABSTRACT

Patient satisfaction is a feeling of pleasure or disappointment
someone who appears after comparing the performance (results) of the
product thought to the performance (results) expected. If the performance
is below expectations, the customer is not satisfied. If performance
exceeds expectations, the customer is very satisfied and happy. Patient
satisfaction is one indicator of the success of the provision of health
services to the community. Satisfaction of health services is achieved if
what the patient gets exceeds expectations.

This study aims to determine the level of outpatient patient
satisfaction with pharmacy services at Bandar Baru community health
center.

The method used was to use data collection methods carried out
through the distribution of questionnaires in the form of Likert scale
statements.

The results of the study showed that the level of satisfaction of
pharmaceutical services in outpatients at the Pharmacy Center in Bandar
Baru, Sibolangit Subdistrict as a whole amounted to 82.4% have a
satisfied category, the level of satisfaction on the dimension of catching
power was 87.43%, the satisfaction level on the reliability dimension was
85.6% , the satisfaction level on the guarantee dimension was 83.31%, the
satisfaction level on the care dimension was 84.57%, and on the physical
evidence dimension was 82.4%.

The conclusion of the study was that the level of satisfaction at the
Bandar Baru community health center in Sibolangit district was 84.48% of
satisfied category.

Keywords : Patient Satisfaction, Reliability, Guarantee, Capability,

Physical Evidence
References : 14 (2009- 2019)
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